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A GAME CHANGER in Conversational Intelligence

The rules have changed...

Contexta360 CORE leverages your existing contact centre technology to provide an omni-channel interaction analytics
platform with advanced insights, actions, user management, and reporting powered by the latest conversational and analytics
Al'and NLP technology.

Contexta360 CORE captures conversations across all channels and employs hyper-accurate speech-to-text transcriptions

and custom language models, as well as advanced intelligence, indexing, and big data analysis to transform your workforce
optimisation, cost of operation, revenue, compliance, service, and customer journey capabilities.

Your business drivers

Revenue

New business detection

Up-sell optimisation
Cross-sell optimisation
Churn optimisation
Trend insights
Sales process conformance
CX optimisation
CSAT optimisation
NPS optimisation

Employee Experience
Workforce Optimisation
Process efficiency

Optimising customer journey
First time right / FCR

ACHT optimisation
Staff Retention

Compliance
Reporting
Security

ID validation Brand conformance

Reputation

Reducing operational business costs, increasing revenue and
reputation, and mitigating risk

Contexta360 CORE speech and omni channel analytics platform delivers rapid insights and action through easily deployed
use cases that meet today’s challenging business drivers, reducing operating costs, increasing revenue, mitigating risk and
maximising reputation.

Advanced Al, NLU and hyper grade speech and omni channel analytics deliver rapid and intuitive team intelligence.
Contexta360 CORE Agent Quality Management and CX analysis optimise Workforce management, FCR, ACHT and detect sales
opportunities.
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Market differentiation

4 &
Not just what we do...

Speech analytics and even conversational analytics are not new, but they have historically been complex, expensive, and
the data was closed and proprietary, so only a few people held the keys to truly unlocking their potential.
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... But how we do it

The rules have shifted. Analysts have deep and open access to all conversational meta data, and operational leaders have

intuitive codeless capabilities that transform access to insights, internal work automation, and the ability to empower
operational leaders.

There are no information bottlenecks. Hyper accurate insights. Big data analysis. Automated detection, insights and workload
reduction.

In short, service goes up and costs come down.
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C360:CORE
Addressing the needs of two distinct user
groups

Make your analytics and data science teams more powerful.

Focusing highly valued analytics resources on day-to-day operational work for the front office is never a good
use of their time. Unfortunately, this is a trend that we see in nearly every organisation that has used legacy
technology.

As business needs change, so do reporting requirements. The need to request reports through oversubscribed
data teams is long gone. Building customer reports in Contexta360 CORE is simple, insightful, and super-fast.

Building back-office data, agent, business
insight dashboards and workloads for the
operational teams is fast and simple.

Deeper business insights and trend analysis
will empower teams with incredible flexibility,
delivering time to find the deeper strategic
trends and business insights to improve
operational efficiency or opportunity.

Contexta360:CORE provides a truly open data
structure, so your data teams can leverage
millions of conversations in any channel, at any
level, allowing them to blend conversational
intelligence with their own transactional
intelligence. Finding new trends, broken
processes, and business and product insights.

Powerful APIs that allow all conversational

insight data to be shared with other systems

of record or external data passed into

Contexta360:CORE to become part of the overall big data analysis.
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C360:CORE
The Platform
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Deliver Agent and customer insights ...

The C360 Platform offers a unique, code-less and rapid approach to developing advanced queries. These queries can be
organised and designed to automatically monitor thresholds and targets that matter to you. From CX and NPS to broken
process detection to Compliance through to automated QM and coaching.

Contexta360 CORE automates quality management, compliance and coaching and measures the things that matter
including Customer experience, NPS, and broken

process detection.

... directly to the teams
that use them

Powerful, intuitive and democratised access
to data that enables team leaders to get the
information they need, with speed and ease.

Operational team leaders are now empowered
with the ability to build and review the insights
they need without having to rely upon the
back-office analytics team. This enables team
leaders to implement intelligence and operational
efficiencies, when they matter the most.

From CX and NPS to broken process detection to
Compliance and automated QM and coaching. Contexta360 makes complexity, simple .

Operational team leaders can now build and review insights immediately, therefore releasing their dependency on the
back-office analytics team.

This allows team leaders to implement intelligence and operational efficiencies when they are most needed.
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Unleash the power of automation

Optimise and Automate

Conversational Analytics is more than just reporting; it is about optimising and automating the most effective resources at the
right time, in the right place, with the right skills. It's about automating mundane and time-consuming processes with the
objective on improving revenue, reducing cost, mitigating risk, or transforming brand reputation and quality. It's about saving
time and money while also improving service delivery.

This saves time, money and improves the ultimate service delivery.

Automation applications include:

«  Auto Agent Quality Management
«  Auto Coaching

«  Auto Workforce Optimisation WFO
«  Auto Summary

«  Auto Sales monitor

«  Auto C-SAT monitor

+  Auto NPS/CX

«  Auto Compliance monitor

And many more that can be easily built by the codeless query builder.

Example at the individual call level metrics geared to Auto QM
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Optimise and Automate

Easily change metrics to track, optimise, and automate
various use cases, so that you have complete visibility

This data can be aligned to assist with very real business challenges in the areas of:

«  Lack of Staffing «  Self Service Failures

«  High Employee Turnover «  Customer Bot's Frustration

«  Expensive On-Boarding Investments « NPS Restricted Feedback

« Inconsistent Service Quality «  Coaching Effectiveness

+ Increased Customer Attrition «  Administrative Workload

«  Recession Impact - Loss of Sales +  Business/Reputation Damage

«  Self Service Failures «  Campaign Success/Awareness

«  Customer Chatbot Frustration «  Time Consuming Evaluations

+  Restricted NPS feedback «  Emotional Intelligence Development

Example at the individual call level metrics geared to Sales
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Your data, exactly how you want it.

Indexed and organised data

Contexta360 satisfies all metric interests from CX, C-SAT or NPS to sales conversion trends, Service, Compliance to detecting
broken processes. Every individual interaction is indexed and organised into the respective team group, agent ID, time, date,

and use-case.

Automated
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Codeless Query
Builder

All of the metrics are given thresholds that are set as
percentages of good, average and poor, and they are
reflected as red, amber and green.

This allows teams to review the ‘status’ of important
metrics at the individual call level, group level, use case
level, or at an enterprise level.

The ultimate dashboard or wallboard.

EEEE:°

Visualises true metrics based on the real ‘voice of the
customer’data, rather than a system of record entry.
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summarise interactions

Automatically summarise conversations

Having a high-quality transcription is good, but automatically creating a call summary is invaluable. Not only for workload
reduction, but for returning callers. Automatically enabling agents to be one-step ahead, rapidly comprehend actions,
topics, and intent, which improves the customer experience, enhances brand reputation, and reduces ACHT, call queues
and costs.

Call summary improves brand reputation, reduces costs and average call handling time.
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Summarise key conversation points

Contexta360 CORE takes transcription of a call and automatically summarises it to a bite-size piece of text while maintaining
meaning and context by utilising the latest automation and NLP techniques that deliver a combination of extractive and
abstractive summarisation.

Our automatic call summary includes several indicators that can be used to monitor call quality while making the data more
accessible and actionable. This empowers team leaders to efficiently evaluate agents’ expertise and the customer experi-
ence, as well as to understand the content of the call in respect to topics, callers’ concerns, sentiment, and emotions.
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Real automation for your business

Automate your company’s workflow to increase efficiency.

Many organisations have automated their external communication to their customers, but few have truly automated their
internal workload, therefore dramatically reducing their costs and improving service.

There are numerous examples; here are four:

Automate Workforce Optimisation (WFO)

Keeping the right people with the right skills in the right place at the right time is a never-ending challenge. Every month,
week, day, and even hour requires constant attention to what is happening and what is about to happen versus what is
available and what is needed. The process of manually analysing all of this information is immense. Contexta360:CORE
optimises WFO processes through trend analysis, automated staff profiles, and other key conversational analytics and Al
technologies to save time, money, and improve service outcomes.

Automate the customer journey Auto Customer ®

Journey / O\/_
Convert unstructured data into useful insights. \

o Auto WFO

Reduce customer friction by identifying cross-
channel pain points. Process
| Automation
Understand the customer at every touchpoint and

measure the quality of the customer’s experience

automatically. J\o /
Auto Sales @ Auto QM Process

Using Al-powered analytics, predict the likelihood of
problematic customer outcomes and the best next
actions, identify why the customer called and understand the impact on cost or brand reputation.

Automate the QM process

Team leaders spend hours searching through thousands of call recordings to provide examples that can be used to support
their weekly QM review meeting. Constantly probing for the good and bad in comparison to the ‘scorecard, within a manual
report or a QM tool.

Additionally, standard QM practice is to review much of the workforce. When combined, this could amount to thousands of
hours per week, and only a small percentage of the reviews are required. Contexta360 CORE can liberate thousands of hours
of work over the course of a year by automating the scorecard and the analysis of metrics that matter. Saving time, money
and frustration.

Automate broken process detection

C360:CORE automates the detection and resolution of broken processes and identifies when standard operating pro-
cedures are not being followed using advanced topic detection (both known and unknown), NLU analysis of unknown
knowledge or processes, and advanced sentiment detection. This significantly improves long-term efficiency while also

considerably improving CX and customer journey outcomes.
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